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By 


COMPLAINT INVESTIGATION FORM 


If there is an issue with more than one veterinarian please file a 
separate Complaint Investigation Form for each veterinarian 


PLEASE PRINT OR TYPE 


FOR OFFICE USE ONLY 


Date Received: March 22, 202 Case Number: A 6) -4 O 


A. THIS COMPLAINT IS FILED AGAINST THE FOLLOWING: 
Name of Veterinarian/CvT: Sandy M. Landry 


Premise Name: Blue pearl 


Premise Address: 9785 West Peoria Ave 


City: Peoria State: AZ Zip Code: 85345 


Telephone: 523.974.1520 


B. INFORMATION REGARDING THE INDIVIDUAL FILING COMPLAINT?*: 
Name: Sandra Royal 


PRAMS 5 oe as eg so a Fo = i 
Ghee: State: @™ ip Code: 


Home Telephone: Siaeaeaas Cell Telephone: mt 


*STATE LAW REQUIRES WE HAVE TO DISCLOSE YOUR NAME UNLESS WE CAN SHOW THAT DISCLOSURE WILL 
RESULT IN SUBSTANTIAL HARM TO YOU, SOMEONE ELSE OR THE PUBLIC PER A.R.S. § 41-1010. IF YOU HAVE 
REASON TO BEUEVE THAT SUBSTANTIAL HARM WILL RESULT IN DISCLOSURE OF YOUR NAME PLEASE PROVIDE 
COPIES OF RESTRAINING ORDERS OR OTHER DOCUMENTATION. 


C. PATIENT INFORMATION (1): 


Name: Aussie 
Breed/Species: Queensland Heeler (Not Mix) 
Age: 11. Sex, Male Color: Red/Blue 


PATIENT INFORMATION (2): 
Name: __ 


Breed/Species: 


Age: Sex: Color: 


D. VETERINARIANS WHO HAVE PROVIDED CARE TO THIS PET FOR THIS ISSUE: 


Please provide the name, address and phone number for each veterinarian. 
’ Sandy M. Landry, DVM 

Biue Pearl Veterinary Partners - Peoria 

9875 West Peoria Ave, Peoria AZ 85345 

623.974.1520 


E. WITNESS INFORMATION: . 
Please provide the name, address and phone number of each witness that has 


direct knowledge regarding this case. 
Loyd Royal 


CO eS 
Aig Sea) 


Attestation of Person Requesting Investigation 


By signing this form, | declare that the information contained herein is true 
and accurate to the best of my knowledge. Further, | authorize the release of 
any and all medical records or information necessary to complete the 
investigation. of this case. 


see LD 
Signature: _< \ ane 


Date: _S e258 -2f) 


F. ALLEGATIONS and/or CONCERNS: 
Please provide all information that you feel is relevant to the complaint. This 
portion must be either typewritten or clearly printed in ink. 


On March 3rd, at about 6AM | went to the facility with a concern for my dog, he was bloated and lethargic. We were 
told it will be a bit because they were changing shifts. so after an hour (7AM) they retrieved Aussie to get some vitals 
and | informed her he would not like it and be difficult. after 15 minutes we heard him cry, he was not happy about 
getting checked out. The nurse brought him out and recommended getting his nails trimmed and I agreed. She said he 
sounded like he had fluid in his abdomen and would probably need further test, | agreed that he probably needed X- 
rays and blood work to find out what was going on. 


After about an hour (8AM) again they took us to a room where we waited to talk to the vet, she finalty came in with the 
fact that they had a few emergencies come in after us and was behind again, she asked a few questions and left the 
room for a bit then after a few more minutes she came back with a list of test they wanted to room, | was shocked at 
the price but | wanted me dog to feel better and not die. It was over Twelve Hundred dollars. My life has had a lot of 
ups and downs lately and | could not afford to lose him emotionally. My husband has become legally blind in the last 
and losing him would be to much to bare and this dog is like a person and a very important part of the family. | had to 
pay for it up front before we left so | did and they took him at about 8:30ish. They said come back in a few hours and 
we left to get some food and came back at about 10 and the receptionist said that the test had been done and they 
were waiting on the results. At about 12:30 we came back and still the same answer but this time the receptionist took 
us out side,-! thought something had happened to our dog and the receptionist started saying your dog if fine but we - 
still have emergencies going on and the tests have not been done yet. WHAT you said they were done and waiting on 
results. He was trying to back peddle from his previous answer, It was still going to be a few more hours. They had 
done nothing and kept making excuses so we said we want our dog this is ridiculous, Lies after lies. He went back 
inside and went to the back room to get our dog so | was expecting but came out and said the Vet wanted to talk to us 
and we stated we just want our dog and will take him some were else, he kept trying to get us to talk to someone and 
that was making the situation very upsetting and we demanded to get our dog. Finally someone brought him out and 
so we got a full refund at my request and out the door we went, well first of all he had to pee so bad he got out the 
door in the parking lot to pee and that he doesn't normally do, he couldn't got to the grass in time, that made me even 
more upset that-he was not taken out to pee after 4 hours. Once | got him home fo figure out what to do he was very 
thirsty. they kept him in a cage with out going to the bathroom and without water. This place is very unorganized and | 
would like to seé an investigation, | have never had to pay before the test were run and why did they treat us like that, 
we paid they should have been on top of the test and not stressed him for hours like that, we thought we had died 
when the receptionist took us out side to talk to us, that was horrible thing to do, they sent an email with information 
from the day that was not true, we kept getting that it will take a few more hours not that we were next, 

This place is a mess and people need to realize that time is of the essence when it comes to your family pet and there 
lives, | am very upset that they got the money and didn't care about his health and making him comfortable as 
possible, he should have been checked on and treated like a impotent patient. We gave them all of that money and 
they would have'let him die because he would have never peed in the cage, that was not helping his situation having 
to hold his pee for that long, if it was going to take that long we could have taken him some were else and been treated 
in all that time. ! want something done to be reprimanded and find. 


Rev 8.14.17 


April 9, 2020 


Arizona State Veterinary Medical Examining Board 
1740 W. Adams St., Suite 4600 
Phoenix, AZ 85007 


Re: 20-90 (Sandy Landry) 
pitt inte 
eee, 

To Whom It May Concern: 


Aussie Royal was presented by his owners on Saturday, March 7'* 2020, at around 6:53am for 
bloating and decreased energy. He was triaged in the treatment area shortly after entry to the 
clinic. | arrived to the clinic for my shift around the time he was being walked into the 
treatment area. He was one of 3 patients that had arrived for evaluation on emergency basis 
between 630am and 655am that morning. He was already muzzled and the overnight tech staff 
helped with his exam. His vitals were collected, including blood pressure. He did vocalize when 
the technicians placed him in lateral recumbency to check his blood pressure. His vitals and 
blood pressure were within normal limits. 


| examined him prior to proceeding to DVM rounds In treatment area. On examination, his 
abdomen was soft, his vitals were stable and he did not appear to be in respiratory distress. 
AFAST ultrasound showed no evidence of peritoneal effusion. Aussie was returned to his 
owners to wait to speak with me in an exam room. DVM rounds were delayed because | took 
the time to evaluate Aussie. Rounds started at 7:20am and lasted until around 7:45am. After 
rounds, | evaluated another serious patient that had arrived at 6:40am. | requested for Aussie’s 
owners to be placed inan exam room at 8:30am. | apologized to the owners for having to wait. 
| explained that there was another patient that had arrived just prior to Aussie and a few more 
were triaged since he had arrived. | also mentioned that we can see a heavier caseload of 
patients on the weekends. | then discussed Aussie’s medical history and exam findings with the 
owners. The owners mentioned that Aussie can be fractious with handling. We discussed the 
diagnostic workup that was recommended. | left the room to create a treatment plan/estimate 
for Aussie’s owners. The technician returned to the exam room to go over the treatment plan. 
Owners approved the treatment plan for in house bloodwork and thoracic/abdominal 
radiographs and a cocci titer to an outside lab for initial diagnostics. 


Orders were placed on Aussie’s triage sheet on his kennel in the treatment area, Because 
Aussie required at least two technicians for handling, it was difficult to get the blood samples 
and radiographs performed by the outpatient technician alone, Besides Aussie, the technician 
staff had inpatients and incoming patients (9 since Aussie had arrived to clinic) to triage/work 
on. | reminded tech staff multiple times throughout the morning that Aussie had diagnostics 
that needed to be performed. 


Unfortunate circumstances kept a 3"? morning tech from coming in for their scheduled shift. We 
contacted the practice manager mid-morning to try to get additional assistance on the 
treatment room floor to assist with the triage of Incoming cases and to help with outpatient 
treatments. She attempted to get additional technical staff to come into help. The only staff 
member that responded that she could come in was a technician that had already worked an 
overnight shift: (13+ hours) and had not been to sleep yet. This person was also scheduled to 
start another shift in the late afternoon. Due to concerns regarding patient safety/tech safety 
and short turn-around time between shifts, we declined having that tech come in. Another 
technician responded later in the morning that she could be to the clinic at around between 12- 
1230pm. She arrived at around 1220-1230pm. 


| was only made aware of Aussie’s owners returning to the clinic at around 12:30pm. The staff 
in the treatment room were informed that the owners had returned and were very upset. 
Hector, the client service coordinator (CSC) that was on duty that day, was informed that the 
diagnostics had not been performed yet. He was made aware that additional tech help had 
recently arrived and that they were preparing to collect samples and take radiographs. He was 
told that Aussie was next to have his diagnostics performed. Hector went back up front to 
explain this to’ the owners. He came back to the treatment area and explained that the owners 
were very upset and just wanted to take Aussie home. 


| apologized to. Hector for having to speak with the upset owners and asked that he apologize to 
owners on my behalf. | asked Hector to ask the owners if they would like to speak to me. 
Hector returned up front to ask the owners if they would like to speak with me. He returned to 
the treatment area stating that they did not want to speak with me and stated again that they 
were very upset. He informed me that they requested a refund for the tests that had not been 
performed yet. | told the CSC/Hector to refund the owners for the tests and to also charge for a 
courtesy exam (no charge). While he was taking care of this, recheck vitals were obtained on 
Aussie- continued stable. Aussie was returned to the owners. Later, a medical record was 
emailed to the owner. 


Aussie was In the Blue Pearl Peoria treatment area from ~9: 20am until around 12:40pm. Prior 
to that he was with the owner, from 7:15am-7:20am until he was brought to treatment area 


after owners left. 


| asked the technician (Kim) about her communication with the owner after she had collected 
the deposit for the diagnostic testing. Kim informed me that she had told the owner that it may 
take several hours to get diagnostic performed and results discussed with them. She also stated 
that she had told the owners that we would call them when we had the results. 


Aussie was kept in his kennel unti! removed when owner arrived back at clinic. He was given 
water during his wait. | recall cautiously placing the bowl in the kennel with him. While he was 
waiting to have diagnostics performed, he was laying in semi-sternal recumbency and he did 
not appear to be in any type of distress. He did not yelp, cry, or bark. He did not try to dig at the 


kennel door. © 


| did not discuss a toenail trim with the owners as it was much lower on the list of concerns for 
Aussie. | did not say anything about abdominal fluld to the technician, nor did | ask them to 
speak about Aussie having abdominal fluid to the owner. | did not see abdominal fluid when | 


did the FAST US on Aussie earlier in the morning. 


1 do not know why Hector brought the owners outside to speak with them about Aussie. It’s 
possible that there were no treatment rooms available to put the owners to discuss privately. 
Another possibility could be that the owners were being loud in the front lobby, which had 
multiple waiting clients/pets In it. 


It was planned to walk Aussie after rads/sample collection as we were planning to get a urine 
sample from him. That he urinated when the owner walked him outside is not necessarily 
unexpected, | cannot account for the amount he urinated. 


Collecting payment for diagnostics and treatment that owner is approving prior to performing 
these diagnostics is a standard policy for the clinic and has been so for several years. 


| wrote about the client concerns based on what was told to me by the front office staff and 
tech staff. 


During later Investigation of the owner’s complaint, it was determined that Hector had been 
instructed to tell the owners that the tests were pending when he spoke with them the first 
time they had returned to the clinic. He was given that information by the outpatient technician 
(she is no longer on staff.) Hector took that Information to mean that the tests had been 
performed and results were pending, which was not the case. He did not realize she meant that 
performing the tests was what was still pending. The owners returned after noon to find out 


that none of the tests had been performed and felt that they had been lied to. Unfortunately, 
we in the treatment area did not realize that the miscommunication had occurred. 


In retrospect | regret that our practice was unable to meet the clients’ expectations with regard 
to the timeliness of the diagnostics however; they were advised up front that it could take 
hours given the volume of cases we had that morning. In any event, | do not feel that Aussie’s 


care was compromised in any way as a result of the delay. Thank you. 


Sandy Landry, DVM 


DOUGLAS A. DUCEY 
- GOVERNOR - 


VICTORIA WHITMORE 
- EXECUTIVE DIRECTOR - 


ARIZONA STATE VETERINARY MEDICAL EXAMINING BOARD 
1740 W. ADAMS STREET, STE. 4600, PHOENIX, ARIZONA 85007 
PHONE (602) 364-1-PET (1738) * FAX (602) 364-1039 
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INVESTIGATIVE COMMITTEE REPORT 


TO: Arizona State Veterinary Medical Examining Board 


FROM: PM Investigative Committee: Adam Almaraz - Chair 
Amrit Rai, DVM 
Cameron Dow, DVM 
Brian Sidaway, DVM 


STAFF PRESENT: Tracy A. Riendeau, CVT — Investigations 
Sabrina Khan, Assistant Attorney General 


RE: Case: 20-90 
Complainant(s): Sandra Royal 
Respondent(s}: Sandy Landry, DVM (License: 3756) 


SUMMARY: APPLICABLE STATUTES AND RULES: 
Complaint Received: at Board Office: 3/23/20 Laws as Amended August 2018 
Committee Discussion: 8/4/20 (Lime Green); Rules as Revised 
Board IIR: 9/16/20 September 2013 (Yellow) 


On March 7, 2020, “Aussie,” an 11-year-old male Queensland Heeler was presented to 
Respondent on emergency due to lethargy and bloating. The dog was triaged, examined by 
Respondent and returned to Complainant until Respondent could speak with them. 

Sometime later, Respondent spoke with Complainant regarding a diagnostic work up; an 
estimate was provided and approved by Complainant. 

Due to other emergencies and staff shortage, the dog's diagnostics were delayed. 


Complainant eventually chose to take the dog elsewhere due to the prolonged wait time 
and miscommunications. 


i 
Complainant was noticed and did not appear. 
Respondent was noticed and was available. Attorney David Stoll was present. 


The Committee reviewed medical records, testimony, and other documentation as described below: 
¢ Complainant(s) narrative: Sandra Royal 


e Respondent(s) narrative/medical record: Sandy Landry, DVM 
® Witness(es) statements: BluePearl staff 


20-90, SANDY LANDRY, DVM 


PROPOSED ‘FINDINGS of FACT’: 


1. On March 7, 2020, between 6 - 6:30am, the dog was presented to Respondent's premises on 
emergency due to lethargy and bloating. Complainant reported that the dog had been 
lethargic for a few days; she was hand feeding the dog due to decreased appetite and thirst. 
Complainant felt the.dog had a mild increased respiratory effort that day. The dog was being 
triaged in the treatment area as Respondent was arriving for her shift. The dog had been 
muzzled due to his tendency to bite. The dog had a weight = 29.3kg, a temperature = 100.1 
degrees, a heart rate = 112bpm, and a respiration rate = 42rpom; blood pressure = 130. 
Respondent examined the dog prior to being rounded on the other patients at the premises. She 
noted that the dog's abdomen was soft, vitals were stable, and he did not appear in respiratory 
distress. An AFAST ultrasound showed no evidence of peritoneal effusion. 


2. The dog was returned to Complainant and her husband until Respondent had time to speak 
with them. Respondent was rounded on the other patients and then evaluated another serious 
patient that arrived that morning. 


3. At approximately 8:30am, Respondent spoke with Complainant and apologized for the delay. 
She discussed the dog's history and exam findings with Complainant. A treatment plan/estimate 
was generated; staff went over the estimate with Complainant, including blood work and 
radiographs, which was approved. The dog was taken into the treatment area and placed into 
a kennel; due to the dog's temperament, two technical staff members were needed to obtain 
diagnostics. Complainant and her husband were instructed to leave and come back in a 
couple hours. They agreed, paid the estimate of services and left the premises to get something 
to eat. 


4, An hour later, Complainant returned to see if the results from the diagnostics were available. 
She was advised that the results were pending and to return in a couple hours, Complainant 
was not told that the diagnostics had not yet been performed. She and her husband left again, 
and returned a couple hours later. 
H 

5. During this time, Respondent asked staff multiple times if the diagnostics had been performed 
on the dog. The third:morning technical staff member did not come in for their scheduled shift 
therefore the practice manager attempted to get additional technical staff to come in to help. 
Finally, another technical staff member arrived around 12:30pm. 


6. Around that time, Complainant returned to get the results of testing. Reception staff member, 
Hector, was told that additional staff arrived and they were prepping to collect samples and 
take radiographs. Hector spoke with Complainant and her husband outside the premises that 
the testing had not yet been performed. Complainant got upset as she had been previously told 
that the tests were done, and they were just waiting on the results. Complainant and her 
husband wanted the dog returned to them so they could go elsewhere. 


7. Respondent offered to speak with Complainant; Complainant declined and requested a 
refund and the dog. Respondent approved the refund and assessed the dog's vitals prior to 
releasing him back to Complainant. The dog continued to be stable and was discharged. 
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20-90, SANDY LANDRY, DVM 


8. Complainant expressed concerns that when they got the dog outside he immediately began 
to urinate, not making it fo the grassy area. This was not normal for the dog. Complainant was 
upset that the dog had not been taken outside during the many hours at Respondent's 
premises. She further expressed concerns that the dog did not have water during the time spent 
at the premises and that they had to pay upfront prior to diagnostics being performed. 


9. Respondent stated that the dog was given water and collecting payment for diagnostics and 
treatment that pet owners have approved is standard policy for the premises and has been for 
years. 


10. Later that day, Respondent emailed the dog's medical record to Complainant. Respondent 
did not realize that miscommunications had occurred with Complainant, however, Complainant 
was advised that it icould take hours given the volume of cases they had that morning. 
Respondent did not feel the dog's care was compromised due to the delay. 


COMMITTEE DISCUSSION: 


The Committee discussed that the premises was overwhelmed with cases and the dog was 
stable. The situation was not ideal, however, due to the circumstances there’ was nothing done 
that was below the standard of care. 


COMMITTEE'S PROPOSED CONCLUSIONS of LAW: 


¢ 


The Committee concluded that no violations of the Veterinary Practice Act occurred. 
COMMITTEE'S RECOMMENDED DISPOSITION: 
Motion: It was moved and seconded the Board: 
Dismiss this issue with no violation. 


| 
Vote: The motion’was approved with a vote of 4 to 0. 


The information contained in this report was obtained from the case file, which includes the 
complaint, the respondent's response, any consulting veterinarian or witness input, and any 
other soyr used to gather information for the investigation. 


Tracy A. Riendeau, CVT 
Investigative Division : 
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